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Front of house are the staff members that are dealing face to face with the guest of the respective hotel. My placement took place at the Hotel Premier Inn Melton Mowbray, an hotel chain that is well know across all the United Kingdom. (Willy Legrand, 2013)
This particularly hotel is placed in a little town so the location is also smaller than other cities. The hotel has only 55 rooms, considerably smaller kitchen and restaurant. Taking this information in consideration the front of house members are only few in some days during the week being only one or two people taking care of both reception and taking orders for the restaurant, mainly the duty manager with another person. (Premier Inn)
In my first day I was assign to follow one of the managers with the daily tasks. My initial opinion was that even the hotel has fewer rooms is actually a busy hotel, always having to do something to ensure everything is functioning in the best way possible. As a person who never worked in the hotel industry it can be overwhelming to have to do so many tasks such as placing deliveries for restaurant, order supplies for housekeeping, and help others department while also take care of the guests needs such as check-in, check-out, requests and also trying to surprise them with the wow factor which for this particular hotel is being referred as a “PI Wow”.
I consider that I learn a lot in the last few weeks as I started with an opened mind, looking for answers and why they have different procedures. A part of my placement I also had to be part of the hotel training program “Academy Online” (Whitbread) which although is extremely constrictive and useful with all the knowledge that is provided in how to address the guests it cannot replace the knowledge that I gain while actually experience different situations that required different approach.
One of my strengths is that I like to be the best I can at every job/ task I’m doing, I’m a fast learner and I see every opportunity to learn as an opportunity to improve my abilities and in the same time my future.
One of my weaknesses is that I tend to be shy with new people I met as most of the time I’m afraid I’m going to say something wrong. As a conscience, at one of my first attends to check in the guests I had an elderly couple that doesn’t frequent hotels as often, I fail to provide them with enough information specific for their age. As my manager instructed me at the moment and as I had more practice checking in different guest I learn that as a receptionist you have to be friendly and calm but also you have to adapt your speech for each individual as some people require more information or it can be the opposite they want a quick check in so they can rest for the rest of the day.
As I improve my skills in communicating with the guest, one of my last enquirers of this week I had to check in two gentlemen’s that were travelling for business proposes. Although they ask a lot of questions and they requested for the rooms to be change ,This time I was able to provide them with better information’s and resolution.
Definitely, the most benefit part of this experience is that I was able to analyze different departments of the hotel, and now I have a better understanding of how a hotel works as a whole. Taking into account what is one of the basic needs of a guest, why they would like to chose our hotel, when they would like to book the room and how we can improve their experience so they would consider returning. (Barten, 2023)
In conclusion, I believe that by attending this placement I manage to improve my skills regarding communication and also in the same time learn a lot more about how a hotel such as Premier Inn is operating on a daily basis. Even If the first few steps were more difficult I consider that overall the experience was a positive one that held me sculpts my future career in the hotelier industry.
If I would have to opportunity to take place to a similar curse or placement I will be more than happy to be a part of it but, as I learn from this experience, I would trust my abilities much more and I would try to push my shyness aside. (The university of Edinburgh, 2020) (Bassot, 2020 trd ed)
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                                                                                                                (Tripadvisor)

Response: 

“Hello Julie D, hope you are having a great day!

Thank you for taking time to give us a positive feedback regarding your experience with us.

We are so happy to know you had an enjoyable time during the stay in our hotel. We thank you for your donation; this is going to help us achieve one of our goals of raising money for Great Ormond Street Hospital.

We are taking pride in preparing meals by following high standards especially the meals for guests with allergies. It is very refreshing to know that our procedures and training are helping our guest enjoy different types of meals.

If you plan to visit the area in the future please don’t hesitate to stop by, for sure chef Trevor will be thrilled to cook for you and your family again.

With sincerity Marina FOH, Chef Trevor and the rest of our family Premier Inn Melton Mowbray.”

(Mitu)
(152 words)


	Letter of complaint response 500 words +/- 10%

	
 “Dear Mrs Joanna Blake,

We are sorry to find out that your experience with us was a disappointing one; we assure you that it is far from our intention that our guests have an unpleasant time.

On the behalf of our Housekeeping team, Front of Hose team and Managerial team we apologise for your dissatisfaction with our services.

We appreciate you taking time to email us your feedbacks regarding your last stay at our hotel Premier Inn Melton Mowbray. We are taking extremely serious each email/ review from our guests, being positive and especially negative, as we aim to always improve our services day by day and your opinion is helping us see the areas where we can work to be better.

We’ve taken our time to properly investigate what we could’ve done better during your few nights with us. 

Regarding the cleanliness of your room, we are in the process of retraining our staff members on a new method of cleaning. We are also taking in consideration extending the time allocated for each housekeeper to clean each space. Also we implemented a more frequent deep cleaning schedule for each room.
As we had multiple complains regarding “Virgin Media” Wi-Fi in the last few months, we already chose to change to a different company with a faster and more reliable package of services. This change will take place as latest as of the end of the week. Again we apologise for your inconvenience of connecting to your work calls.

Our staff members are extremely welcoming with our guests as they are mostly trying to guaranty the best customer’s experience that they can offer.

Additionally, we notice that during your stay you didn’t raise those concerns with any our staff members. As we were not fully booked at the time of your stay we could’ve propose to place you in another of our rooms ,on the west wing as was mostly unoccupied.  

Please keep in mind, for future reference, that is preferable that at the time of your booking you add in the notes if you require a specific room or room type/specific floor /an office space or additional equipment in the room.

Also you can request at the reception at any point of your stay: for the room to be clean, change of the bedding, extra towels or to dine in our restaurant.

We’ve taken your opinion in consideration and we are trying to fix some of the issues you mention.

If you will be back in our lovely town with business or on holiday with your family please give us another chance to prove to you what an incredible experience we can offer. As we value you as a guest I saved your preferences in case you will be with us again.

Hope this will answer your concerns
Kind regards
Loredana-Marina Pal FOH”

(Hospitalitylearningonline) (PremierInn) (Dougherty)
(474 word)
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Key Skill 1 – Customer Service Skills  (247 words)


	
Customer service is consider one of the most important skills in the hotelier industry, often being called “the heart of success” as is used at the reception, restaurant, bar and cafe. It is consider that 38% of the customers of guest that had a pleasant experience will be more likely to recommend the services to their close ones. (Minzzi, 2022) 
An excellent customer service is provided when the employer of the establishment can understand the guest’s needs, has empathy for the guest and knows to ask the right questions so he can be able to learn as much as possible about the guest expectations or details that can be later used to impress them. 
An excellent example of customer services are the personalised acts of  courtesy such as individual cards to congratulate a guest for an event of his life, colouring books for the guest accompany by children or a small gift such a chocolate for a couple that celebrates their anniversary. (Callcentrehelper)
A good customer services is not only face to face, it is also represented when taking a phone call. The guest can hear the tone that the employee is using to communicate and he can also sense how kindly he answers to the requests. (Bakercommunications)
Every guests wants to feel welcome when he meets with the employee and a simple way to do that is by smiling at them once they enter and ask them how there day been so far and what brings them in the area.


	
Key Skill 2 – Communication Skills (210 word)


	Another important skills set in the hospitality industry is the ability to communicate with the guest on a level that manage to impress them and feel welcome. An effective communication is based on being able to provide the correct information and in the same time to be able to actively listen to the feedback from the other participant at the conversation. Regardless of the approach of every person has while communicate it is important that a connection between them two is made. (Gattig, 2023)

The psychology professor Albert Mehrabian mentions that communication is based on a 7-38-55 rule. (Mehrabian, 1971)The rule explains that the communication is based on 7% words we speak, 38% on tonality and 55% on body language.
Consider this rule in no reason to wander why it is important to have an appropriate posture when inviting a guest. Making eye contact and having arms open rather than cross signs to the customers that the receptionist is expecting them and is willing to kindly help them.

It is essential to focus on the guest and minimilase the different distractions so the guest feels engage and that they are a priority for the hotel or restaurant. It is important to be patient, self-aware and review if the information was presented and the message understood. (Doyle, 2021)


	
Key Skill 3 –Organisational Skills (198 words)


	
The organisational skills is acknowledging the ability to manage time in a proper manner and as efficient as possible, prioritise the task that have the imminent emergency and being able to notice the details. (Henderson, Jobscan, 2022)
Organisational skills are essential in the hotel industry as the guest expects efficiency, capability to be served in a way that is not going to affect their plans. (Henderson, Jobscan, 2022)

Ideally in a hotel every guests is assign to a room by their needs for example: a single female guest will not be assign on ground floor due to safety reasons, family of four will be assign in a bigger room with the possibility to move around freely, an wealthier user will be assign to one of the accessible rooms on the ground floor. Every decision is important when booking the guests and especially when the hotel is busy or fully booked. (Estrada, 2021).

At the beginning of February the Melton Mowbary location had an change of system , in preparation for that every key member of staff had to have a training of the new system with few weeks in advance and on the week of change an representative was 24/7 present to help with unexpected situations.


	
Key Skill 4 –Problem Solving Skills (260 words)


	
In the hotel industry at any point something unexpected can happened so the ability to solve problems on the go is crucial for the hotel reputation. The guest expects a flawless check in ,a room with high standards and completely functional, ability to order everything from the restaurant menu and a quick check out, any issue that can lead to a negative experience for the guest has to be deal with as immediate as possible without interfere with the guest anticipations. (Henderson, Jobscan, 2023)

Every hotel has to have a set plan for every event even if the likelihood of something like that happened is low. The staffs has to be trained to understand the disadvantages and risks and know what are the steps toward finding a solution in the best interest of guest and hotel in the same time.

At the Premier Inn Melton Mowbray they have a strategy to follow for every possible event, starting from power outing which in this case they will use a “Crash Pack” and the will use a paper trail till a procedure for an possible  terrorist attack.

To be able to solve problems it is essential to have a critical thinking, capability to make decision and creativity to fix the problem by thinking “outside of the box”. First the matter of contention has to be identify, analyse, action accordingly and take notes for a future possibility that will happened again. (Coursera, 2024)

All of those skills are fundamental for a functional hotel or restaurant that has high standards and wishes for a suitable encounter with the guests.
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Breakfast made by chef Trevor

We had an enjoyable stay at the Melton Mowbray premier inn. | forgot my
toothbrush but the staff were able to supply me with one for a nominal fee that
went to charity. The next morning we stayed for breakfast, | am a coeliac and

chef Trevor tailor made my breakfast for me | was very impressed | even had
toast,

Read less a

Date of stay: January 2024
Trip type:

ravelled with family




